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Competition

Achieving a Competitive Marketplace
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Competition

CGB’s Role

Arms consumers with knowledge and tools to make
essential decisions

Protect consumers from anti-competitive behavior

Initiate, analyze, and collaborate policy with all bureaus
and offices

Informed Consumer
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Brochures and Booklets

Expanding
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Competition

Consumer Inquiries and Complaints Division

 Frontline of the Commission.

» Shapes the industry’s responsiveness to consumers through serving
of complaints.

 The Consumer Centers received a total of 1,138,712 consumer
inquiries and complaints in FY 02.

— An increase of 220,000 consumer interactions over FY 01.

| Consumer & Governmental Affairs Bureau |




Competition

Consumer Inquiries and Complaints Division
(FY 2002 Consumer Statistics Snapshot)

stk h—

In addition, 11,837 visits to the Reference Information Center

*Includes calls placed directly to CAMS (313,665) and those received after-hours and answered the next business day (178,334).
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Competition

CGB Policy

Consumer Policy Division

TCPA

Telephone Operator Consumers
Services Improvement Act of 1990

Slamming Docket
Truth-In-Billing
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Disability Rights Office
Telecommunications Relay Service

IP Relay

Hearing Aid Compatibility (with WTB)
E 911 (with WTB)

Closed Captioning

Digital TV

Foster Access to a Competitive Marketplace c G B
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Competition

Intergovernmental Affairs Strategy

Established in Spring 2002

Qutreach to:
States

Local Governments

Tribal Governments

Federal Agencies

Two-way exchange of telecommunications information

Coordinate overlapping jurisdictions
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Q.

Intergovernmental Affairs Outreach

Nat’l Congress
Chehalis Of American
Reservation Indians
Washington North Dakot
Nat’l Congress
Of American
Indians /
Arizona Nat’l
' American
Tribal Tech Indian Heritage
Workshop Month
Gila River Indian Nat’l Center for Celebrations
Community American

Indian Economics
Indian Economic Summit 13 Development c G B
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Homeland Security

Intergovernmental Affairs

Work with Local and State Advisory Committee, Consumer
Advisory Committee, National Congress of American Indians,
NARUC, and other organizations to promote the Commission’s
objective of access to effective communication services by:

— Public Safety

— Public Health

— Emergency Response Personnel
— Defense Response Personnel

14




Homeland Security

We will continue various consumer

outreach strategies aimed at
ensuring that all Americans:

1. Know what the industry
and the FCC are doing to
ensure our network is

safe.

2. Know how to best use
the communications
network during
emergencies
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FCC Consumer Facts

(73]
[
Q
4]
L
-
L0}
=
-
W
o
&)
O
O
LL

Thomaim o lhe Ermpecy Sl Walem—ho ooy 3l ©

You il cecemon sy e o s [l o on o el I eleoeon o cble dlalon.

In T8, Fimsdenl Hey Fiumon sl shiched TOMELFAD [Conliol of e omopgrsl o

Pl o) xz [hm sl ol ool slsing syaiem. Urde CTOPMELFRAD (xin ol sl o cms iepe e
Io boxicxsl only on cmlan dumnpgan aml. Tha N T
daiorms x 3 s 'o b [mpel.

liom by e hiom

OMELRSD bl e |he T perey Bioxdenl Talem™ |EETL e 2T xn cespred
1o perds |he Pisdenl 4l h 3 oo [0 e [he Srres cn peopis n (e esenl o 3 olomd
mmmpery. Thouph e EE2Y [he Fioecen fod e (ol ooty of bescdenl slsiom o

el 30 s ey e (o e pubie .

In T o xm o |hm of |hm pics EB-% wyaimm) e F e sl

= o [[1=m Ihm B i h | e Errm pency U | Sylem | E05).
Tha oy o 'meres bl veen E2% and E07% ol b sl hod cosed 10 sie| b ooccesl =i om
oyl 3N FEOTEY] MEE .

Thm 8% movels nol onky The Piescen, bul mdoml, sisle s e s b, sih e sy
lo pve s ey Homaion (o |he pess sl bl c yo bodool 33 oo, cbis ad sl
bl e, Yihis elomion n mioml B0 el o mhioy /o (hos povde s, das
ad ol 3 EUF melomion o vy,

Thuk OO und E&C

Tha F T ImELEn wih lhm Mool Vil ey [FUF) o The
F s 3l Ermem ey Aoy |F ERL). Exch o |heos specso phwys a0 s | anl
10w, Tha F T Io his »alem opedoa, axd olhe

m e E5F Ihm ad o Ihm EN%.
Sl ool by, 1he FCC s [hal aale o ol BT plaro confoom [olhe F 0T jules ad
T ha PR wucel hem o sl Ihe publc shoud

-] ol ol

F EN
1o pian ad rmplerend (s ol n Db BT

Tha CA% oms d3iw-of - he-al dpl sl oy o Tha

3isim 3 ol ol et 4l 3 melhod 1o uckly sed oul ol
Impuisd oz sperdc men. Sbn [he £ dyplsl spmol o [he e aprod Thal The Pl ool
Yimlhm Tmyves | T e on [he Ml ool O cesee ad 8 £ Sdmesai s
Yimsihm Faco [MAF). o slkres MOV gt [0 be cecrcled by 1he E0T suprmenl o

bl 33 o ad chis = cubim o | s MO
il +mrnpg sirmeral Io Ihm
PR

B ol e riealiors D o i & Crm rorsrisd ek, B . L B T 1 ET T o
% o +<ITHL || HEE. rTTH =1 [T} FIT4LE p ST THHE e ey




GB On-line

Consumer Center Inquiries & Complaints via the Web

132,469

Emails
1,776

mails

Consumer & Governmental Affairs Bureau




onsumer Education

e Qur goal 1s to be a resource for
consumers to get balanced
information

« Web content is frequently updated

 Broadband outreach with LSGAC &
CDTAC

Broadband

* (CGB News — Free email service on
“Hot Topics.” Sign up at

www.fcc.gov/cgb/emailservice.html
17
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Help - Advanced

CGB

Consumer &
Governmental Affairs
Bureau

Consurmer Alerts and
Factsheets

HOT TOPICS:

Careless Dialing Can Cost
fou toney (Fat Finger

Dialirg)
Accidental 911 Calls fram
Wireless Phones MEW

For further infarrmation on
accidental 9-1-1 calls

Digital Television MEW

Wihat ¥ou Should kKnow
About Wireless Phone
Senice

Low Power F Radio
(LPFR)

High Speed Internet
Access (Broadband)

Telemarketers

Information About Your
Telephone Carrier

Understanding Your Phone
Eill

COMPLAINTS:

Filing & complaint with the
FCC is easy.

CONTACT US:

E-tail: fecinfoi@fce. goy
Call Tall Free:

ECC = CGH = Broadhand - ECC

Broadband

e =

High Speed Internet

Access

This Web site has been designed to answer some of our most frequently asked
guasti about broadband. While much has been written about broadband lately,
many consumers are not sure exactly what it is, what it can do, and what is the
potential.

What is Broadband?

Broadband refers most commonly to a
transmission se: es, which allows
Internet-related services grificantly higk
has the potantial technical capability to meet consumers’ broad communication,
entertainment, information, and commercial needs and desires

¢ generation of high-speed
to access t

Are There Different Types of Broadband?
There are several types of broadband services!

Digital Subscriber Line (DSL)
Cable Madem

Wireless Internet

Satellite

What are the Advantages of Broadband?

You can a 55 the Internet without the nuisance of dial i!II_J up your Intarnat
sarvice provider over a telephone line. Broadband facilitates advanced
telecommunication capabilities,

The speeds at which information is downloaded into your computer are sometimes
S0 times faster than a dial-up modem’s. Users can go online without tying up their
telephone lines. Businesses can use broadband networks for videoconferencing, for
example, and to let employees telecommute. It can tap into an expanded number
of entertainment resources. Links can aften be established in even the remotast
parts of the country




Broadband

Consumer Broadband Outreach

Mid-Atlantic

Conference of
) ‘ Regulatory

Utilities
Commissioners
Va
GA Center
Ga. for Advanced
Telecommunication
Technologies
TX Coalition merican Marketing
of Cities for Association
Utility Issues
Nat’l Center for American Y orld Teleport
Association

Indian Economic Development

® HH
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Management Achievements

Modemlzmg CG
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Management Achievements

Modernizing CGB

Phone Calls
(IVR/TTY)

B

Paper
Documents Carrier
- Web Access
1 i
& =

Consumer Information Management System Benefits:

e[dentify trends e Automated routing and
eFaster consumer service archiving
eVirtual Consumer Centers eStructured workflow

eBetter access for individuals  eStandardized reporting
with disabilities ePaperless

Consumer & Governmental Affairs Bureau



Management Achievements

Modernizing CGB

Informal Complaint Pilot Program
Participating Carriers

AT&T Corporation e Sprint PCS
Bellsouth « Verizon
Cingular Wireless e Verizon Wireless
Excel Telecommunications e Worldcom Inc.

Sprint Communications

Faster Response for Consumers
21




Management Achievements

Modernizing CGB

Federal
C Communications
Commission
i
Consumer & Governmental Affairs Bureau

Organized by subject matter |.. === =

— For Consumers

Help - Advanced

726,942 “hits” by CGB

Consumer &

Governmental Affairs ;

Bureau ——
consumers to ome -

Caonsurner Alerts ani Wirelass Internet

Factsheets

Careless Dialing Can Cost
You Maney (Fat Finger -
Dialini

L]
Satelt Teleph Telewision & Cabl
PI‘O‘ 71des FA S Apcidental 911 Calls from =elE SEANE S
WWireless Phones NEW

Forfurher nfarmation on Click on the pictures above to leam more
el BT ahout the issues the FCC oversees.

Regularly updated to reflect

What You Should Know . .
About Wireless Phone GIDSSH! (4 Cﬂ@gglmnts En Esgannl

current trends and “Hot -

Low Power Fh Radio - Tribal, State & Local .
TOplC S High Speed Intemnet

Aceess (Broadband) Consumer & Governmental Affawrs Bureau
K. Dane Snowden, Chief
Speeches, Press Relpases, Interviews

page HOT TOPICS: ‘ i -
€} —

Telemarksters

User friendly for all —

Consumers 20 -




Backlog Elimination

Complaints & Inquiries Received® Backlog FY 02

1,106,288

— Peak - 531

917,192

‘ End of Year-11

January 15, 2003 - 0

* 25,834 Spanish Inquiries Included

End of FY 02 — Backlog of 11 Consumer Complaints

Status as of 1/15/03 — Backlog of 0 Consumer Complaints
23
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CGB on the Frontline

*

Washington No’f’th Dakot
*
* Oregon
*
IL % P2
*
Vil*ginia
Arizona *
* eorgia
* %
N
Hawaii %p

> —
o4 Wy

* MA
Maryland
DC
Puerto Rico



Goals FY’03

* Increase legal and Intergovernmental Affairs outreach staff

* Expand outreach to consumers with a focus on Rural,
individuals with disabilities and underserved populations

* Continue to modernize our technology infrastructure
* Enhance our policy focus
» Ensure that all Voices are Heard

CGB Looking Ahead

25




